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®As founding partner of the American Customer Satisfaction Index (ACSI), CFI Group provides 
customer insights using patented technology and over 30 years of expertise. 

*Low scores for navigation and search 
make them opportunities for 

improvement indicating the need to 
give these elements consideration 

when developing new website plans.

NAVIGATION AND WEBSITE SEARCH   

MOBILE ACCESS      

CHAT AND SELF SERVE      

32%

use mobile 
phone

6%

use tablet

62%

use desktop 
or laptopof respondents 

primarily interact with 
an agency via website

88%

19%

visit to perform a 
transaction

visit outside of regular 
business hours 

49%
45%

say their opinion of 
the agency improved 
based on interaction

visit every
few months

45%

GOVERNMENT WEBSITES 
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FUNCTIONALITY Useful features/services helping the visitor to accomplish their specific task75

NAVIGATION Intuitive navigation that allows a visitor to easily find what they need72

CHAT Accessible agents who are knowledgeable, effective, and empowered91

CONTENT Quality, engaging information that is accurate and up-to-date77

LOOK & FEEL Visually appealing layout that makes information clear and accessible74

 PERFORMANCE Quick-loading pages and apps that are consistent and error-free78

SEARCH Easy search tool with results that are relevant, organized, and filterable73

SCORE ELEMENT DESCRIPTION

SEVEN ELEMENTS OF THE WEBSITE CUSTOMER EXPERIENCE

SEARCH FUNCTION  PERFORMANCE SCORES

Search options help narrow to desired criteria

Organization of search results

Relevance of search results

Ease of finding the search box
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PERCENT OF WEBITE VISITORS

Most Frequently Visited Gov Websites Via a Mobile Phone  
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16%
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24%
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Almost Always Access the Internet Via Mobile Phone

CHAT IS A BIG WIN FOR GOVERNMENT WEBSITES

The primary users of 
chat are young, highly 

educated, higher-
income males

92% vs. 87%
Success accomplishing tasks

Used 
chat

Did not
use chat

9%

Those accessing government 
sites via their mobile phones are 
heavier users of chat compared 

to those using computers

20%

CSI score

Used 
chat

Did not
use chat

90

71

Chat underutilized by government 

88%

Used chat Did not use chat

12%

SURVEY RESPONDENTS AT A GLANCE

GOVERNMENT WEBSITE SELF-SERVICE FAILURES

Data from CFI Group’s Government Contact Center Satisfaction Index (GCCSI) study shows that when citizens 
try to self serve on a website and fail, it is primarily to get information about a policy, rule, or regulation. Others 
are on agency websites to request benefits, file a complaint, or make an appointment. Agencies with websites 

that provide details on policies, rules and regulations as well as opportunities to transact online will provide 
those who are open to self serving the flexibility and convenience to do so, using a less costly channel.

*
IMPROVED WEBSITES COULD SPELL SIGNIFICANT SAVINGS

10 BILLION
number of visits to government 

websites annually1

1.2 BILLION
unable to accomplish 

their task2

~3.5 BILLION SAVINGS
31% or 372 Million website visitors 

call the agency after failing to 
accomplish task X $9.30 per call 3

~2.1 BILLION
18% or 216 Million website visitors visit
a local office after failing to accomplish

task X $9.30 per visist 4

1. Digital Analytics Program, which collects web traffic from around 400 executive branch government domains across about 5,700 websites, including every cabinet-level department 
2. CFI Group 2020 Website Satisfaction Research
3. An estimate of the average cost of completing a call through federal contact centers
4. An estimate of the average cost of an office visit to a federal agency local office


